
IDR Protest Process  

Value Stream Mapping Event 

Report Out 

The P.I.P.P. Team 
People Improving the Protest Process 

June 6 – 8, 2011 



The Opportunity 

Courtney Kay-Decker 
Director, Iowa Department of Revenue 



• Team Leader Erich Grubert – IWD  

• Facilitator  Mike Rohlf – IDED  

• Members from IDR  

– Bryce Berg 

– Courtney Kay-Decker 

– Jeff Aten 

– Jerry Northwick 

– Jim McNulty 

– Jon Cleereman 

– Randy Hanten 

– Rick Kupferschmidt 

– Scott Lockwood 

– Stu Vos 

– Victoria Daniels 

  

P.I.P.P. Team Members 
Stu 
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Scope 
Jon 

• This value stream mapping event will 

map the events leading to and 

including the protest process and 

identify opportunities for improvement.   
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Objectives 
Scott 

1. Understand how everything works together 

2. Identify opportunities to prevent protests from 

occurring 

3. Identify areas for improvement  

4. Reducing the length of the value stream 

5. Empower change and create a culture of 

change 
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Why Map the Value Stream? 
Erich 

• Value Stream Mapping is a method that assists 

a team in seeing and understanding the flow of 

both documents and information 

• It delivers breakthrough opportunities across 

system processes that otherwise are difficult to 

see 

• It helps you not only see waste and gaps, but 

more importantly the source of the waste 



Value Streams 
Randy 
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What did we see? 
Jerry 

• A lot of areas that feed notice of 
assessment, which in turn adds to 
protest caseload 

• Time it takes to get process done 
is quite lengthy compared to time 
to “perform tasks” 

• Two different informal attempts to 
resolve field audit and frequently 
looking at same issues 

• Decision points (lots) that create 
variability 

• After 60 days still allow appeal 

• Ample opportunities given to 
appeal (multiple) “take anything” 

• AR Bottleneck 

• Volume of end points/protest 
points sheer number of resources 
consumed 

 

• Can see the process but don’t 
know all the details behind it 

• Don’t see volume/capacity stats 

• Decision points represent 
opportunity/cost because have to 
go back 

• A lot of opportunities to redo 
before protest process 

• See what a lot of people do 

• Complexity – there’s got to be a 
better way to do things 

• Variability and exceptions 
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Brainstorming 
Bryce 

• Pre-notification for audits 

• Electronic transfer of documents 

• Reduce number of options for adjustments 

• Send computational issues (non-legal) back to 

originator 

• Implement an ARP-type process for office activities 

• Implement (by law) a filing fee for protests 

9 



• Identifies  
– Impact to 

customer 

– Difficulty  
implementing 

 

• Helps to rate/ 
rank solutions 
to resolve 
issues while 
identifying 
ease of 
implementation 
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De-selection Process 
Jeff 

D I F F I C U L T Y 
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Action Plan  

Rick 

As of: 6/8/11 Event #:  Event Name: IDR VSM Owner:  Courtney Kay-Decker 

    

Item Item Description Person Responsible Due Date 

1 Pre-notification for audits Rick Multiple 

1A Outline and Design Rick 8/18/11 

1B Feedback on plan Rick 9/1/11 

1C Testing Rick 7/12/12 

1D Decision to Expand Rick 8/1/12 

2 Electronic transfer of documents Stu 12/7/11 

3 Re-develop settlement guidelines (audits & protests) Jeff 9/26/11 

4 Reduce number of options for adjustment Jerry 6/30/12 

5 Outline what is and what isn’t a protest Jim 7/6/11 

5A Educate staff on what is and what isn’t a protest Jim 8/18/11 

 



Team Member Experience  

 

Jim & Victoria 



Comments 

 

 

Mike Rohlf 
Lean Facilitator, Iowa Department of Economic Development 



We welcome your  

questions and comments! 
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